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Service Quality Measures, Standards, and Escalation Factors 
in the Proposed Service Quality Incentive Mechanism 
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EXAMPLE 1: SEVERITY-RELATED ESCALATION OF CUSTOMER 
CREDIT 

POTS% OOS>24 Customer Credit 

over 5.00% $12 million * [l+((%OOS>24-5%)/(2*5))] 

So, for example, 

10.0% S12 million * [1+(5/10)] = $18 million 

15.0% $12 million * [l+(lO/lO)] = $24 million 

. 
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EXAMPLE 2: CUSTOMER CREDIT ESCALATION BASED ON 
VIOLATIONS OF OOS>24 STANDARD IN MULTIPLE 
YEARS 

Year POTS 
%OOS> 24 

Customer Credit 

1 IO% $12 million * [l+(YlO)] = $18 million 

2 10% ($12 million * 1.5) * [l+(S/lO)] = 27 million 

3 10% ($12 million * 1.5 * 1.5) * [l+(S/lO)] do.5 
million 



. 

ICC Dockets 98-0252 & 98-0335 Consol. 
GCI Exhibit 2.0 
Page 75 

EXAMPLE 3: CUSTOMER CREDIT ESCALATION BASED ON VIOLATIONS 
OF MULTIPLE STANDARDS IN SEQUENTIAL YEARS 

Year 

1 

POTS 
%OOS>24 

10% 

2 (passed) 

3 100; 

4.56)/2*4.56)) 

POTS%Install 
Within 5 days 

Customer Credit 

$12 million * [1+(5ilO)] 
=$18million 

90% ($12million*1.5) *[l+(lO-4.56)/2*4.X))] 
= $28.7 million 

90% (($12 million *1,5*)* 
[1+(5/10)]+ 

(($12 million * 1.5*) * [l+((lO- 

= S83.61 million 
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EXAMPLE4: SEVERITY-RELATED ESCALATION OF PC1 CREDIT 

POTS %OOS>24 

OYer 5.00% 

So for example 

10% 

15% 

PC1 Credit 

1.25% * [l+((%OOS>24-5%) *(2*5))] 

1.25% * [1+(5/10) = 1.88% 

1.25% * [l+(lO/lO)] = 2.50% 
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EXAMPLE 5: PC1 CREDIT ESCALATION BASED ON VIOLATIONS OF 
00s >24 STANDARD IN MULTIPLE YEARS 

Year POTS 
%OOS24 

PC1 Credit Amount 

1 1094 1.25%* [I+(j/lO)]. = 1.88% 

2 10% (1.25% *1.5) * [1+(5/10)] = 2.819’0 

3 10% (1.25% *1.5 * 1.5) * [1+(5/10)] = 4.22% 

‘ 

. 

. 

. 



ICC Dockets 98-0252 & 98-0335 Comol. 
GCI Exhibit 2.0 
Page 78 

EzXAMPLE 6: PC1 CREDIT ESCALATION BASED ON VIOLATIONS OF 
MULTIPLE STANDARDS IN SEQUENTIAL YEARS 

Year POTS POTS% Install PC1 Credit Amount 
% OOS>24 Within 5 days 

1 10% (pa.=4 1.25%*[1+(5/10)] =1.88% 

2 (passedi 90% (1.25%*1.5)* [l+(lO- 
4.56)/2*4.56 

= 2.99% 

3 1 09’0 90% ((1.25% *1.5*1.5) * [1+(5/10]) t 
((1.25% * 1.5* 1.5) * [l+((lO- 

4.56)/2*4.56))] = 8.71% 


